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WITHIN A MACHINE, MAINTAINING A DATABASE OF 

TROUBLESHOOTING-RELATED INFORMATION 
ASSOCIATED WITH FUNCTIO NS OF THE MACHINE 

PROVIDING TROUBLESHOOTING INFORMATION 
OVER A DATA NETWORK TO A REMOTE SUPPORT 

(E G , HELP DESK) ENTERPRISE FOR FAULT 
ANALYSIS AND UTILIZATION BY THE ENTERPRISE 
PERSONNEL DURING CUSTOMER INTERACTION 

FIG. 4 



WITHIN A MACHINE, RECEIVING CORRECTIVE DATA 
ASSOCIATED WITH CORRECTION MALFUNCTIONS 
OF THE MACHINE FROM REMOTE SUPPORT ENTERPRISE 
OVER A DATA NETWORK 

1 — 
AUTOMATICALLY PROCESSING THE CORRECTIVE DATA 
WITHIN TH E MACHINE 

r 

MAINTAINING A DATABASE OF TROUBLESHOOTING- 
RELATED INFORMATION ASSOCIATED WITH ONGOING 
FUNCTIONS OF THE MACHINE 
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WITHIN A SUPPORT ENTERPRISE, RECEIVING 
TROUBLESHOOTING DATA ASSOCIATED WITH 
CORRECTING MALFUNCTIONS OF A MACHINE 
FROM A REMOTE MALFUNCTIONING MACHINE 
OVER A DATA NETWORK 
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AUTOMATICALLY PROCESSING THE 
TROUBLESHOOTING DATA WITHIN 
THE MACHINE 
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INTERACTING WITH A CUSTOMER USING THE 
TROUBLESHOOTING DATA PROVIDED BY THE 
REMOTE MALFUNCTIONING MACHINE AS A 
BASIS FOR THE CUSTOMER INTERACTION 
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PROVIDING 
CUSTOMER WITH 
CORRECTIVE ACTION 

BASED ON 
TROUBLESHOOTING 
DATA PROVIDED BY 

THE REMOTE 
MALFUNCTIONING 
MACHINE AND THE 
CUSTOMER INTERACTION 
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PROVIDING 
CORRECTIVE ACTION, 
BASED ON ANALYSIS 

OF THE 
TROUBLESHOOTING 
DATA, OVER A DATA 
NETWORK DIRECTLY 
TO THE REMOTE 
MALFUNCTIONING 
MACHINE 
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ELEVATING 
MACHINE/CUSTOMER 

SUPPORT TO 
ADVANCED SUPPORT 
WITHIN THE 
ENTERPRISE AND 
PROVIDING ADVANCED 
SUPPORT WITH AT 

LEAST ONE OF 
TROUBLESHOOTING 
DATA, ANALYSIS OF THE 
TROUBLESHOOTING 
DATA, AND CUSTOMER 
INTERACTION 



FIG. 6 



